
EXTERNAL COMPLAINTS POLICY

1. Who We Are

WOMANTRA is a queer woman-led, interesectional feminist

organisation committed to gender justice. Though we are made up of a

small team of volunteers, we are dedicated to contributing to the

realisation of a “decolonial world informed by an intersectional feminist

ethic, where activated populations co-create an enabling sustainable

environment of harmony, justice, and wholeness, free from

exploitation, discrimination, and violence”.

2, Our Values

In realising our vision, this policy emphasises the following core values:



● non-discimination and freedom from reprisal in response to

complaints made;

● fair and impartial consideration of complaints brought to the

organisation in good faith;

● commitment to addressing complaints within reasonable

timeframes, where possible;

● respect for due process, including reliance upon informal

conciliatory procedures, where possible;

● dedication to transparency and accountability throughout the

process, including providing adequate feedback on decisions

made; and

● strict adherence to confidentiality protocols1.

3, What Does this Policy Do?

In pursuit of these goals and in accordance with our Core Values, we are

committed to offering support to those aggrieved by actions taken by

the organisaiton or any of its representatives. We strive to actively and

sensitively listen to feedback, including suggestions/recommendations

and complaints, and to accommodate these where feasible. We aim to

do this fairly, transparently, and confidentially. Where possible, we

promise to conclude the activities related to any formal complaints

made against the organisation or its representatives within six months

and note that complaints are not subject to statutes of limitations. This

means that any aggrieved person can file a complaint at any time after

the offending situation/s has/have occurred. However, we do encourage

1 All representatives of WOMANTRA are required to sign Non-Disclosure Agreements, for
which action can be taken if breached.



complainants wishing to submit formal complaints to do so within

three months of the offending incident in order to ensure that

adequate access to any relevant materials surrounding the complaint

can be made available to support investigative procedures.

4, What Constitutes a Complaint?

A “Complaint” is an expression of dissatisfaction made by a member or

members of the public (or “complainant”) about services received,

decisions made by the organisation with respect to other activities

related to the organisation’s work, or against members of the

organisation.

An “External complaint” is a complaint about WOMANTRA that is made

by any person who is not a WOMANTRA staff member, volunteer or

Board member. A complaint may be made informally or formally, as

described in section 6 of this policy. This does not include any

complaints between members of the organisation (or Internal

Complaints) or complaints that detail activities that contravene any

local laws2.

5, Who Can File a Complaint?

Anyone who is/has been adversely affected by the activities of

WOMANTRA or its representatives, including those receiving or seeking

a service or who have been subject to a decision made by the

2 Any complaints providing details of activities that are in contravention of the local law must
be handled by the relevant authorities



organisation. Any person making a complaint agrees to maintain

confidentiality during the complaint and investigation process.

6, How Can a Complaint be Made?3

6.1 Informal Reconciliation

We recognise that not every circumstance may require a formal

complaint. In such a case, a cooperative, problem-solving approach to

complaints made can usually result in a timely and satisfactory

resolution. If possible, you should raise your concern with the

representative most directly involved with your situation and attempt

to resolve the issue informally. You may, where plausible, approach

another member of the organisation to support you in this process.

Should your efforts not result in the desired outcome, further details on

lodging a formal complaint can be found below.

6.2 Considerations before Raising a Complaint

Before raising a formal complaint, consider whether you have

exhausted all reasonable steps to resolve the matter informally. Any

such actions taken should be included in your report to help the

investigators fully understand the nature and breadth of your case. If no

such actions are possible, we ask that you clearly outline your reasons

for choosing not to pursue alternative courses of action to aid the

investigation process.

3 If you are reading the report on behalf of a loved one who may not be able to read and/or
fully understand this document, we encourage you to support them in their efforts to seek
justice using the channels outlined.



6.3 Making a Formal Complaint

Two primary modalities are available for lodging complaints: oral and

written. Further information about both modalities is outlined below.

6.3.1 Oral Complaints

We understand that not everyone may have the time and/or

ability to submit a formal written report. In such an instance,

complaints may be made via telephone by contacting our

Outreach Coordinator at the company’s number +1 (868)

463-4653. Due to our limited capacity and resources, we ask that

all calls be made within the following days and times:

● Mondays: 10:00 AM to 3:00 PM

● Wednesdays: 10:00 AM to 3:00 PM

When lodging an oral complaint, the receiving officer will

document your information and an assigned officer will follow-up

within ten (10) working days.

6.3.2 Written Complaints

Written complaints should be submitted using this form.

Alternatively, written complaints can also be submitted to the

organisational address at admin@womantra.org with the subject,

“Submission of Formal Complaint”. For more information on

what kinds of information are required for a report to be

appropriately addressed within a reasonable timeframe, please

follow the guidelines provided in the following section.

https://docs.google.com/forms/d/1P_OWzz1093aQIkXPGtqW9rZBe_XKFhebRdw2smBmOXI/edit
mailto:admin@womantra.org


7. What Information Should Be Included in a Report?

When filing a complaint, please note that the following details are

required:

● Details of the complainant (name, address, telephone number,

email address), along with your preferred means of contact.

● Details of the reporting party if different from the complainant

(name, telephone number, email address).

● Description of the nature of the complaint, including date and

other relevant details that form the basis of the complaint.

● Details of any action(s) taken, including date(s) and any

outcome(s).

● The desired outcome(s) that you believe would produce a

resolution to your matter.4

● Any relevant documents that would support the investigation

process, where applicable.

8. How Is Information in Reports Treated?

All information included in reports will be treated with empathy,

respect, and confidentiality. In reviewing all complaints, complainants

are also assured freedom from discrimination and reprisal. However, if

you have shared details of your complaint with anyone else, we cannot

take responsibility for information shared by third-parties outside of the

organisation. Additionally, reports that have been deemed to include

4 Representatives of WOMANTRA will make every effort to come to an amenable agreement and fulfill the
expectations outlined in the desired outcome(s); however, we recognise that this may not always be
possible. In such a case, further steps may be required to facilitate an agreeable resolution in accordance
with our Core Values and the needs of the complainant.



information that is in contravention of local laws may be shared with

relevant authorities for their investigation and follow-up. Further details

on this process have been detailed in clause 9.4 below.

9. What happens When a Complaint is Made?

We recognise that this process may be difficult for anyone who has

been materially affected by their experience. To that end, we aim to

make this process as accessible, transparent, and accommodating as

possible. Once a report has been made, the following steps will be

taken to resolve the matter:

9.1. In the case where efforts have been made to engage in

informal reconciliation directly with the involved representative, a

report will be submitted by the representative to the organisation

detailing the nature and outcome(s) of the incident within one

month of the engagement. Another representative of the

organisation will follow-up to confirm the findings of the report

within 15 working days.

9.2. Where a formal complaint has been lodged, the following

steps will be taken:

a. Receipt of your complaint will be acknowledged, usually

within 10 working days.

b. An internal investigation will be conducted to a satisfactory

conclusion. Internal investigators will make every effort to

examine the context surrounding your complaint, including

speaking to the relevant representatives, persons who might



have relevant information and conducting follow-ups to

clarify any details that remain uncertain.

c. The investigating team will share their findings with the

appropriate executive member of the organisation.

d. A report will be prepared outlining any findings and action

to be taken by the organisation and/or involved

representative(s), as well policy/procedural

recommendations to be considered, where applicable.

9.3 Upon completion of the investigation, a representative of the

organisation will reach out to share the findings and actions to be taken

in accordance with internal privacy policies via your preferred

communication channel within four weeks of the investigative report

submission. If you are not satisfied with the outcome of your

complaints, you may feel free to submit another complaint or to take

further action.

9.4 Any report that reveals that actions taken by the organisation or its

representatives are in contravention of local laws, the relevant

authorities will be contacted for their input and investigation. This may

mean that details of your case may be disclosed to the receiving agent.

If such engagement is required, you will be notified prior to action

being taken.

10. What Conditions Apply to this Process?

Since WOMANTRA is a small non-profit organisation, while we will

make every effort to treat seriously with any complaints, the

organisation maintains the following rights:



● WOMANTRA reserves the right to determine a course of action

that may not be in compliance with the tenets of this policy where

a complaint is received anonymously or received on behalf of an

anonymous complainant through a third-party.

● Where complaints have been investigated and deemed to be

frivolous, vexatious, defamatory, abusive and/or motivated by

malice, WOMANTRA reserves the right to decline to consider

these complaints, or to enter into continuing correspondence

about such complaints, and reserves the right to take any further

action deemed necessary.

● WOMANTRA reserves the right to engage external mediation

consultants to support the process, particularly in cases involving

grave and serious allegations, and come to the determination of a

reasonable resolution which will bind all parties involved.


